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ABSTRACT 
 
The  Information Technology Infrastructure  Library – ITIL - provides a framework of best practices for managing  IT 
services. The study of this framework, as regards the definition of the IT Service Strategy, allows us to see that it does not 
have space in its body for Information Architecture. One of the goals of the Information Architecture is to organize the 
information for decision making and so it has much to contribute to this strategy. The proposed contribution of Information 
Architecture in defining the strategy of the service that this paper presents evidence the perception that the concepts of 
Information Architecture are present in the strategic decisions of the IT services management. This proposal contributes to 
the union of bodies of knowledge to facilitate the creation of the strategy for the services. 
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1. INTRODUCTION 
The Information Technology Infrastructure 
Library - ITIL - provides a framework of best practices for 
managing IT services. Since its inception in 1989, the use 
of ITIL has become widespread, making it the most 
widely accepted approach to managing services related to 
Information Technology - IT in the world [1]. 
The guide provided by the publications of ITIL applies to 
the IT area of the companies, regardless of size or 
technology used, providing benefits to the related 
operations. [1]. 
The service management using ITIL allows 
suppliers to: (a) understand what services they are 
providing; (b) ensure that services, in fact, facilitate the 
achievement of results desired by the client; and (c) 
identify the value of services to allow customer to manage 
costs and risks associated with these services [1]. 
The primary goal of IT service management is to ensure 
that there is an alignment to business needs and provide 
support effectively. To understand the significance of this 
management is necessary to identify the object of the 
service and how it can assist the providers in their 
delivery. 
As a framework, the main goal of ITIL is to 
provide a set of practices for managing IT services, tested 
and proven in the market, which can serve as benchmarks 
for both organizations that already have IT operations in 
progress and intend to undertake improvements, as for the 
creation of new business [2]. 
According to Alison Cartlidge [1] "a service is a 
way to provide value for customers by facilitating the 
desired results for them without the ownership of specific 
costs and risks." Therefore, this value should be identified 
by the client, this allows customers motivated to obtain 
new services according to the results, explaining the 
relationship between service values and how this service 
makes it easy to obtain the desired result. 
 
 
According to Fernandes [2], the adoption of ITIL 
practices intended to lead an organization to a level of 
maturity and quality to the effective and efficient use of 
their strategic IT assets, always with the focus on 
alignment and integration of customer needs. 
The first version of ITIL was published in 1989 
by Her Majesty's Stationery Office –  HMSO  -  in the 
United Kingdom  as a  request of the Central 
Communications and Telecommunications Agency – 
CCTA.  The  second version was released in a revised 
series of books released between the years of the 2000 to 
2004. Finally, in 2007, the third and consolidated version 
of ITIL was released. The CCTA currently make up part 
of the Office of Government Commerce - OGC [1]. 
The original version of ITIL was composed of 
thirty-one (31) books that addressed all aspects of the 
provision of IT services. Its use has occurred primarily in 
the United Kingdom and the Netherlands. The second 
version revised the original structure in seven books more 
connected and consistent, which were consolidated into 
one framework. ITIL v.2 has become a globally accepted 
framework, being used as a basis for providing effective 
IT services for thousands of organizations in hundreds of 
countries. The third and latest version of the ITIL 
framework  consolidated into five books covering the 
lifecycle of IT services [1]. 
The five books of the third version of ITIL 
address all stages of the lifecycle of IT services, from its 
steps related to the service strategy and service design, 
from the migration during the transition of service, 
through the beginning of the operation and improvement 
of services, to the continuous improvement of services. 
The five books are listed according to the cycle shown in 
Figure 1.                                           VOL. 2, NO. 2, February 2012                                                                                                  ISSN 2222-9833           
ARPN Journal of Systems and Software 
©2009-2011 AJSS Journal. All rights reserved 
 
http://www.scientific-journals.org 
52 
 
 
Figure 1: ITIL Framework (by ITSMF) 
 
The concepts related to the Service Strategy to 
compose the first of the five books of the third version of 
ITIL. Service Strategy provides guidance on how to 
design, develop and implement a good management of 
services, making it a strategic asset and not just an 
organizational capacity. Service management can be 
defined as "a set of specialized organizational capabilities 
that provide value to the customer in form of services"[3]. 
The Service Design provides guidance on how to 
design and develop services and service management 
processes. Design principles and methods for converting 
strategic objectives into portfolios of services are 
discussed. The service design focuses not only on new 
services. It takes into account existing services. This 
includes changes and improvements necessary to increase 
or maintain value to customers throughout the lifecycle of 
services, as well as the continuity of services, and achieve 
service levels in accordance with standards and 
regulations [3]. 
The Service Transition provides guidance to the 
development of enhancements and capabilities that enable 
new services and services modified to be migrated to the 
operating environment. This guidance discusses how the 
requirements of service strategy, included during the 
design phase of service, will allow the execution of the 
service  with success, managing risks associated with 
failures and downtime and enabling innovations [3]. 
The  objective of the Service Operation is 
delivering Service Level Agreements -  SLAs for both 
users and customers, and manages  applications, 
technology and infrastructure that enable the delivery of 
services. A job well designed and implemented will not 
result in good levels of generation of value unless it is 
conducted, controlled and managed effectively during the 
Service Operation [4]. 
The Continual Improvement Process aims to help 
creating and maintain value through improvements to the 
design, implementation and operation of services. The 
goal of Continual Process Improvement is achieved 
through the combination of principles, practices and 
methods found in quality management, change 
management and improvement of capacity. With the 
guidance provided, companies can achieve improvements 
for small and large scale in relation to service quality, 
operational efficiency and business continuity. This 
guidance relates the efforts and results in improvements to 
the strategy, design, transition and service operation [3]. 
 
2. INFORMATION ARCHITECTURE 
Since 1975, when Richard Saul Wurman coined 
the terms information architecture and information 
architect, several other authors has been written about 
them. Wurman starts the discussion by proposing that 
information architecture is concerned with the collection 
of information needs, understanding the content and the 
challenges of organizing information. His concepts were 
first applied to the aid of information search in 
publications such as graphical maps and guides and with 
the passage of time were extended to other areas. 
According to AGNER  [5], the information 
architecture will be effective if it succeeds in acting as a 
mediator of the different views that are placed by users, 
customers, team graphics and programming team. For this 
author, the Information Architect is a professional who 
must employ a range of tools and techniques to translate 
the needs and objectives of this complex network of ideas 
and needs. 
Information architecture endeavors in an attempt 
to unify methods of recovery, sorting, organizing and 
presenting information, using techniques derived from 
traditional architecture applied to digital environments 
using tools of information technology [6]. 
According to the information available on the 
website of the ASIST&T  (American Society for 
Information Science and Technology), the information 
architecture is characterized by a set of activities 
standardized and structured to provide access to 
information in order to organize and make available 
content, easy navigation and recovery. 
The application of information architecture in the 
organizational environment is described by CUNHA and 
CAVALCANTE [7] as: 
"Map of the information environment of an 
organization, only in your present, and may 
provide an environment model to be followed in 
the future. It bridges the gap between the 
behavior, processes and specialized personnel and 
other aspects of the company, as administrative 
methods, organizational structure and physical 
space. " 
To  CHOO [8] a good strategic partnership 
between the elements of the organization that manage 
content, information specialists and those responsible for 
information technology is very beneficial for mounting a 
mesh organizational information, allowing a design of an 
architecture organizational information that enables the 
integration of organizational processes. 
CASAGRANDE  [9]  says  that many companies 
use the concepts of information architecture combined 
with the use of methodologies and business strategies to 
integrate information systems in order to provide efficient 
use of organizational resources.                                           VOL. 2, NO. 2, February 2012                                                                                                  ISSN 2222-9833           
ARPN Journal of Systems and Software 
©2009-2011 AJSS Journal. All rights reserved 
 
http://www.scientific-journals.org 
53 
 
According to REZENDE  and  ABREU  [10]  is 
needed to adequately plan the information architecture of 
an organization and say: 
"[...] The information architecture can be defined 
as a particular form of use of the  information 
technology adopted by a company to achieve 
certain goals or perform certain tasks. This 
architecture must include the business functions 
at the top, the information systems at different 
levels and information technology [...]" 
Information architecture, in the organizational 
context, is defined by ABELL and WINGAR [11] as a set 
of strategies and plans that consistently provide safe and 
efficient access to content, highlighting the work of many 
information professionals that act in the management of 
corporate informational environments. 
To highlight this issue, DENN and 
MAGLAUGHLIN [12] explain the influence that the use 
of  technology and organizational policies play in 
information architecture, especially the adoption of 
standards and methods to achieve effectively the goals of 
an architectural design of organizational information. 
The same authors expound that, for a good use of 
information architecture in organizational settings, there 
are necessary four pillars: technology, standards, 
organizational policy and employment of disciplines. The 
technology provides the tools to design information spaces 
that allow the customer  access to information 
environments, retrieving information and obtaining new 
knowledge. Organizational policy sets out the strategic 
directions that the corporation must follow to achieve their 
institutional objectives. The standards and disciplines 
provide methods for preparing the design, organization 
and retrieval of information through interfaces. 
McGREE and PRUSAK  [13] point out that the 
information architecture in organizational contexts should 
be concerned with the following objectives: 
•  Identify the  strategies, sources, filters and 
optimization of information; 
•  To demarcate the boundaries of information 
spaces; 
•  Facilitate access to information; 
•  Improve the adaptability established by the 
information policies; 
•  Improve  the management communication with 
the definition of the information models shared. 
These same authors point out that the work of 
information architecture has as targets the organizational 
needs assessment and requirements, maintaining the 
logical characteristics of information and facilitating 
access to information. This way the information 
architecture plays a role, along with policies and 
strategies, at the organizational setting. 
 
3. SERVICE STRATEGY 
This is the first stage of the service lifecycle. It 
defines the basic principles that guide the management of 
services, making clear how an organization can turn it into 
a strategic asset and how it can operate and grow 
successfully in the long term. [2]. 
The service strategy aims to improve the strategic 
impact through design, development, deployment and 
service management practices. To operate and grow 
successfully in the long term, service providers must have 
the ability to think and act strategically. The purpose of 
this stage is to help organizations to develop such skills. 
This step guides how the policies and processes 
for service management can be designed, developed and 
implemented as strategic assets throughout the lifecycle of 
the service. 
It provides a clear view of the relationships 
between the systems, processes, functions, services, 
business model, strategy and vision of the organization 
[3]. At this stage the principles to be used in developing 
policies, guidelines and processes of the service lifecycle 
are defined. 
It is important for the service provider recognize 
that his potential customers do not buy products, in the 
other hand, they  try to meet  your  needs. To produce 
services that are perceived as value for his customers, it is 
necessary that the provider has a deep understanding of 
who your customers are, when and for what service they 
need, what are their needs, what are your expectations of 
value and how the service will be delivered. 
To IQBAL and NIEVES [3] , the Generation of 
Service Strategy should be developed in four steps: 
•  Defining the market:  Establishing the 
relationship between the strategy of the service 
provider and service;  understand  the  client,  the 
needs and the  opportunities involved;  sort and 
view the services defining the lines of services 
and business models. 
•  Develop the offerings:  definition of the space 
from the market opportunities identified; 
definition  of the service based on expected 
results, taking into consideration the concepts of 
utility and warranty; definition of the portfolio, 
pipeline and service catalog with direction of 
investments. 
•  Develop strategic assets: increasing demand for 
the service by increasing the potential of 
performance of the clients assets served by the 
service,  in other words,  perform the service 
management as a strategic asset. 
•  Prepare for execution:  determine what other 
benefits will be delivered along with the service; 
determine the critical factors of success and 
failure in service delivery; prioritize investments, 
exploring the potential of market space served. 
3.1 Processes of the Service Strategy 
IQBAL  and  NIEVES  [3]  described the Service 
Strategy ITIL framework in the form of processes. In 
addition to Generation Service Strategy, the authors 
include the processes for Service Portfolio Management, 
Financial Management and Demand Management. 
Service Portfolio Management 
The Service Portfolio represents the commitments 
and investments made by a service provider to his 
customers and for a specific market space. It  is the 
"service portfolio" available that can be offered. The 
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proposition, business cases, priorities, risks, offers and 
packages, costs and prices. [14] 
The portfolio of services includes services that 
are under development (funnel or pipeline services), the 
services that are available (service catalog) and the 
services that were disabled (services obsolete). 
The main objective of the Service  Portfolio 
Management  is the application of methods that aim to 
govern the investment management services in ways that 
add value to business, maximizing the return on 
investment. 
The activities to be performed on the Service 
Portfolio Management are described by FREITAS [14], as 
shown in Figure 2. 
Define
Analyze
Approve
Formalize
Investment
Business Case
Value proposition
Priorities
Service Portifolio official
Communication
Resource allocation
Service Strategy
 
Figure 2: Activities of Service Portfolio Management 
 
Setting:  From the strategy of the service, it is 
produced the collection of services, creating the business 
case for each one  and validation of information. It also 
raises the costs of existing portfolios. 
Analyze: Analyze the value of the service, focus 
on maximizing the value of the portfolio, prioritization of 
investments in services, balance between supply and 
demand. 
Approve:  Approve the proposed portfolio, 
authorize services and resources, approve and authorize 
the inclusion of service in the Service Catalogue. Here we 
can also include the decision to remove a service. 
Formalize:  Divulge to the organization and 
allocation of resources. Provide all planning to begin the 
design of the Service. Beginning of a new cycle for a new 
service. 
The Product Manager is the sponsor for 
organization and allocation of resources. He is the expert 
in the product line and evaluate new market opportunities, 
business models, technologies and emerging needs. 
Financial Management 
The main objective of Financial Management is to ensure 
that there are sufficient financial resources to enable the 
portfolio of services, working together with business to 
identify, document and agree the value of the services 
being received. 
To  IQBAL and  NIEVES  [3]  is up to each 
organization to define how the financial management will 
be done, so, the authors do not make the description of the 
Financial Management activities  processes. However, 
whatever the activities to be performed, they  should 
follow the following principles and concepts: 
•  Valuation of the service: definition of the 
financial value of the service based on the value 
it adds to customers. Identifies and calculates the 
monetary value of the service; 
•  Demand Modeling: as  consumption and 
production are closely linked, it is necessary that 
financial management be prepared to provide 
money to support the possible variation in 
demand. The modeling helps predict demand 
fluctuations and better management of financial 
resources; 
•  Analysis of investment in  services: it helps to 
evaluate the expected value or financial return of 
a service; 
•  Accounting: responsible for identifying the costs 
incurred and compare them to those, so it  can 
provide the necessary financial adjustments; 
•  Collection of the services: identifies the costs of 
services and sets the prices to be charged for the 
service. Prices for services must be declared in 
the Service Catalog and it can influence their use. 
[3] 
In view of FREITAS [14], the Financial Manager is 
sponsor for rising, negotiate and adopt the values of IT 
services with business areas; provide information on the 
costs of IT services to the entire organization and 
participate in the activities of modeling demand. 
Demand Management 
The objectives of demand management are to 
understand and influence the demand so that the service 
offering is appropriate for their consumption. The idea is 
to understand customer behavior to predict future needs, 
so do not miss or remain ability to deliver the service. 
IQBAL and NIEVES [3] also not clear what are 
the activities that need to be developed in the Demand 
Management, but, as in Financial Management, describe 
some principles and concepts to be followed: 
•  Business activity patterns (BAPs):  aims to 
understand the business of the client in order to 
identify, analyze and plan the necessary capacity 
for IT service [14]; 
•  User Profile: identifies the various organizational 
actors who consume services. Each user profile is 
related to one or more patterns of business 
activity; 
•  Service Package: A set of services that customers 
want to receive. 
To FREITAS [14], the Demand Manager is sponsor 
for identifying the demanding requirements of IT services; 
identify and monitor Patterns of Business  Activity and 
user profiles; participate in the creation of Service Level 
Agreement and influence the demand for services. 
The integration of generation service strategy with the 
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Figure 3.  Service Strategy Process. Adapted from  
IQBAL e NIEVES [3] 
 
 
 
 
 
 
 
 
 
 
 
4. THE PROBLEM 
How is it  possible to talk about  use of  IT 
resources in line with the strategic plan without a proper 
Information Architecture? How to make effective use of 
IT resources  without thinking first  in  an  Information 
Architecture?  How can we  provide  IT services that  are 
appropriate to business needs? 
Analyzing the ITIL framework it is clear that it 
was not built  in compliance with the  concepts of 
Information Architecture mentioned above. Thus, there is 
possibility of contribution of Information Architecture in 
the development of  IT  Service Strategy?  How the 
information architecture can facilitate the organization of 
information so  that companies  achieve their  strategic 
goals? 
 
5. PROPOSAL 
Considering  the authors already  cited  in this 
study, we developed a proposed modification of the ITIL 
framework  including  a  process called  Information 
Architecture that will relate to the model shown in Figure 
4. 
 
5.1 The proposed contribution of the Information 
Architecture in the Strategy of the Service 
The steps for defining the strategy of the service 
defined in the ITIL framework are: define the market of 
the service, improving the supply, develop strategic assets 
and prepare  for implementation  [1].  This requires 
understanding the  customer  and their needs, the 
opportunity, the space service, the critical success factors 
and prioritization of investment for this service.  At this 
point the Information Architecture of the service provider 
needs to be taken into account, because as in MCGEE and 
PRUSAK  [13]  and  HAGEDORN  [15], the  Information 
Architecture  will help to identify needs and information 
requirements of each service, planning and identification 
of sources  of  relevant  information to the service  and 
decision making inherent in the strategy to be adopted, as 
shown in Figure 4. 
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Figure 4. Proposal to Service Strategy Process 
 
From diagnosis until the publication of results in 
all stages of the assessment tasks are present tasks of the 
process of information management  [13]  that involve 
actions such as identifying information needs, 
organization, development of information products and 
their dissemination. Management as a process by McGee 
and Prusak [13] implies a set of logically connected tasks 
that, in general, cross functional boundaries and has a 
direct responsibility. 
Thus the formulation of the service strategy of the 
Information Architecture will have the role to guide how 
to identify service needs, how to organize information 
relevant to the service and how to produce inputs  of 
information appropriate to implement the service. 
Thus the service  strategy will be better able to 
design services that improve the use of IT resources and 
meet the strategic goals of the organization. 
 
5.2 Management of Information Architecture 
The process of Management of Information 
Architecture, proposed in this study, is described below in 
the same way that  [3]  described the strategy of other 
processes in the service of the ITIL V3 framework, 
detailing the objectives, key concepts, activities and the 
roles and responsibilities. 
 
5.2.1 Purpose of the Process of Management 
Information Architecture  
The main objective of the Process of 
Management Information Architecture is to establish the 
information spaces to support the creation of the strategy 
of the service to be created. These spaces should be 
integrated with other existing spaces as well as clarify 
their interdependencies. 
 
5.2.2 Concepts related to the Process of Management 
Information Architecture  
Information space of a service is a space 
delimited in its context that provides all kinds of content 
for those involved in making strategic service. 
 
5.2.3 Activities of the Process of Management 
Information Architecture 
The process of management information 
architecture will be implemented through the following 
activities: 
Identify needs and information requirements: 
Identification of information needs for the creation of the 
strategy of providing the service; planning of information 
sources relevant to the strategy of the service. 
Sort, store, treat  and  show the  information: 
Organization of relevant information to the creation of the 
service  strategy, the creation of the information space, 
availability of the information space. 
 
5.2.4 Roles of the Process of Management Information 
Architecture 
The Information Architect is sponsor  for 
developing information structures, with multiple levels of 
interaction that enable decision makers to choose the best 
strategy of providing the service. Create informational 
maps that allow other people to find the information 
necessary for the creation of IT services. 
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6. CONCLUSION 
This study suggests the perception that the 
concepts of Information  Architecture are present on the 
needs of IT service management, but ITIL does not even 
describe them. 
The service strategy can improve the use of IT 
resources through the use of the process of Management 
Information Architecture when realize the identification of 
service needs, the organization of relevant information to 
the service and the production of appropriate information 
spaces. 
The proposed contribution of the Information 
Architecture of the ITIL framework, apparently, can 
contribute to the union of bodies of knowledge; allowing 
the creation of the strategy of the services takes place in a 
more effective and efficient and, then,  it enables 
organizations to plan more adequately their demands and 
spending on IT services. 
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